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March/2023 | atest Braindump2go MB-230 Exam Dumps with PDF and V CE Free Updated Today! Following are some new
Braindump2go MB-230 Real Exam Questionsl QUESTION 67Y ou create a service-level agreement (SLA). For which two of the
following key performance indicators (KPIs) can you create actions? Each correct answer presents a complete solution.A. Escaate
ByB. ResolveByC. First Response ByD. Close ByAnswer: BCQUESTION 68Under which two circumstances will arouting
rule be applied to a case without user intervention? Each correct answer presents acomplete solution.A. acaseis created asthe
result of arecord creation ruleB. acase was created before the routing rule was activatedC. acaseis created by using a convert to
case actionD. acaseis created manuallyAnswer: BDQUESTION 69Y ou manage a Microsoft Dynamics 365 deployment for
Contoso, Ltd.Y ou need to provide users the URL to their Microsoft Dynamics 365 Online interactive service hub.What is the URL
format for the Microsoft Dynamics 365 Online interactive service hub?A.
hnps://www.microsoht.com/en-US/crynamics/crm-custo-customer-center/interactive- service-hub-user-s-guide.aspx#bkmk_Access
B. https://contoso.crm.dynamics.com/XRM Services/2011/Discovery.svcC.
https:.//contoso.crm.dynamics,com/engagementhub.aspxD.  https://contoso.crm.dynamics.com/main.aspxAnswer: CQUESTION 70
Y ou implement the Unified Service Desk (USD). Y ou plan to implement a window navigation rule. Which two statements are true?
Each answer represents a complete solution.A. Y ou must populate the form and entity or URL fields for specific rules.B. Rules
are evaluated based on the order number,C. Y ou must use the display name to reference the entity in therule.D. Y ou must
configure default rules so that they are evaluated firstAnswer: BDExplanation; " F e mmesrnemmssnmmgmen e

Order ITn-s i the numerical order of the rule that controls the order of execution. The
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From Select the hosted control from where the navigation of routing reguest oniginates.

https://docs.microsoft.com/en-us/dynami cs365/unified-service-desk/use-window-navigation-rul es-unified-service-desk view=dynam
ics-usd-4.1#: ~:text=Window%?20navigati on%20rul es%20i n%20U nified%620Servi ce%20D esk %20are%20executed%20i n,which%20
the%620control %20might%20appear QUESTION 71Y ou have a Microsoft Dynamics 365 environment that has no customization.
Y ou are working in the interactive service hub with a single-stream dashboard for cases.Which option can you use to filter cases?A.
Business process stageB. T.tleC. ProductD. CategoryAnswer: AQUESTION 72Y ou are creating a new survey with the Voice
of the Customer Survey designer.Which two statements regarding the Voice of the Customer Survey designer are true? Each correct
answer presents acomplete solution.A.  The Complete page must aways display last.B.  The Welcome page must always display
first.C. Surveyscan have up to three pages.D. Surveys can contain unlimited questions.Answer: ABExplanation:
https://neil parkhurst.com/2018/02/01/mb2-718-certification-mi crosoft-dynami cs-365-customer-service-voice-of -the-customer-part-o
ne/QUESTION 73Y ou configure an organization to use entitlements. No customization has been applied.Y ou need to associate an
entitlement with a case record.Which option is displayed in the entitlement |ookup field on the case record?A. only active
entitlements associated with the case customerB.  al active entitlements associated with the customer and contactC. only active
entitlements associated with the case contactD.  all entitlements associated with the customer and contactAnswer: AExplanation:

Associa

https.//docs.mi crosoft.com/en-us/dynami cs365/customer-service/create-entitlement-define-support-terms-customerQUESTION 74
Y ou create a service level agreement (SLA) that wilt fail after seven days. Y ou select a service calendar that uses 24-hour work days
and no holidays. Saturday and Sunday are configured to be non-working days.If no action is taken, how many calendar days can
pass beforethe SLA fails?A. 5daysB. 7daysC. 9daysD. 11 daysAnswer: AQUESTION 75Y ou create and activate an
entitlement for a customer. The entitlement is set to decrease allotment on case creation. The customer opens a case and you observe
that the issue is caused by a bug on the software.Y ou need to ensure the customer allotment is not affected by this case.What should
you do?A. Deletethecase.B. Cancel thecase.C. Usethe Do Not Decrement Entitlement Terms action.D. Usethe Apply
Routing Rule action.Answer: BQUESTION 76Which two statements regarding standard service-level agreements (SLAS) are true?
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Each correct answer presents a complete solution.A.  Standard SLAs record failure time on the entity record itself.B. Y ou can
create SLAsfor entities other than the Case entity.C. Y ou can only pause enhanced SLAs.D. Y ou must use an enhanced SLA to

define multiple success criteria Answer: BCExplanation: .
Introduction:
This blog explains how 1o Pause SLA In Dynamics 365.

4 [ N i
Steps to be followed:
Only Enhanced SLA can be Paused.
1. Go to Settings -> Administration -> System Settings —> Servige
2. Select the Entity for which SLA is Created. (1 hawve Created SLA for Word Ovder so | will select Word
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https.//community.dynamics.com/365/b/dynamics365enterprisecl oudfronts/posts’how-to-pause-sla-in-dynamics-365QUESTION 77
Y ou have a Microsoft Dynamics 365 environment. Y ou implement Field Service and create a Field Service Agreement for a specific
accountWhere should you define the preferred resource?A.  Schedule Board SettingB. Booking SetupC. Field Service Settings
D. Scheduler Field Service slot text templateAnswer: BExplanation;
https:.//docs.microsoft.com/en-us/dynami cs365/customer-engagement/fiel d-servi ce/set-up-customer-agreementsQUESTION 78Y ou
implement the Unified Service Desk (USD). Which three of the following objects are events? Each correct answer presents a
complete solution.A.  RealignwindowB. BrowserDocumentCompleteC. DesktopReadyD. SessionClosingE.
FireEventAnswer: CDEQUESTION 79Y ou need to implement Microsoft Power Bl to analyze and visualize data.Which two actions
can you perform? Each correct answer presents a complete solution.A. Useiframesto display contentB.  Implement custom
visudizations.C. Useafilethat isstored in Microsoft OneDrive as a data source.D. Display the most recent version of the data
always.Answer: ADQUESTION 80Y ou are deploying a Unified Service Desk (USD) application.For which three scenarios can you
attach an action call? Each correct answer presents a complete solution.A. A window navigation ruleis processed.B.  Client
diagnostic logging isturned on.C. A threshold isreached in a Microsoft Power Bl report.D.  An agent script isrun or an answer is
clicked.E. A toolbar button is clicked.Answer: ADEQUESTION 81Which three actions can you perform by using editable grids?
Each correct answer presents a complete solution.A.  Update alookup fiedd to a custom entity.B.  Edit records by using mobile
clients.C. Group records by a specific column.D. Update a Customer Type lookup field.E. Update the value of an Owner
lookup field.Answer: ABCQUESTION 82Y ou plan to deploy Unified Service Desk (USD).Y ou need to install all USD components
and verify the installation.Which three actions should you perform? Each correct answer presents part of the solution.A. Deploy
USD packages to the Microsoft Dynamics 365 instance.B.  Install the USD client on a development computer.C.  Run the USD
client and connect to the Microsoft Dynamics 365.D. Inthe USD application, configure client diagnostic logging.E.  Install
computer telephony integration (CTI) adapters. Answer: ABCQUESTION 83Y ou install Microsoft Dynamics 365.Which three
knowledge base article templates are available? Each correct answer presents a complete solution.A.  Solution to a ProblemB.
Standard KB ArticleC. Case EscalationD. Coverage DatesE.  ProcedureAnswer: ABEEXplanation:  article Templates
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QUESTION 84Y ou plan to create surveys for a multinational company that manages hotels. Y ou must create a unique survey for
each hotel location. Which statement istrue?A. Y ou can capture up to 10,000 survey responses per day.B. Y ou can store
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unlimited survey responses over time.C. Y ou can publish a maximum of 200 surveys.D. All surveys must use the same
theme.Answer: CExplanation:

https://community.dynamics.com/crm/b/dynamicscrmsupportbl og/archive/2017/02/11/voi ce-of -the-customer-surveys-frequently-ask
ed-questions-fags-part3QUESTION 85Y ou have access to the desktop version of Microsoft Excel and Excel Online.Y ou need to
perform abulk update of data for 225 contacts.What are two ways to achieve the goal ? Each correct answer presents a complete
solution.A. Open the datain Excel Online, make updates, and then save changes to Microsoft Dynamics 365.B.  Export dataas a
dynamic pivot table, make updates, and then save changes to Microsoft Dynamics 365.C.  Export the data as a static worksheet
make updates, and then save changes to Microsoft Dynamics 365.D.  Export the data as a static worksheet, make updates, and then
import the data back into Microsoft Dynamics 365.Answer: ADQUESTION 86Y ou need to enable the Map view for the schedule
board. What should you do first?A. Enable serviceterritories.B.  Enable the connection to Bing Maps.C.  Enable Custom
Geolocation.D. Select aresource details view.Answer: BExplanation:;

https://docs.microsoft.com/en-us/dynami cs365/customer-engagement/fiel d-service/configure-schedule-boardQUESTION 87Which
of the following capabilitiesis only available when using enhanced SLAS?A. pausean SLAB. use security rolesto control SLA
creationC. track Key Performance Indicators (KPIS)D. define failure actionsAnswer: CQUESTION 88Y ou assign acase to a
user named User A.User A isnot available to work on the case. The customer service manager moves the case to the queue for User
B .Which of the following statementsistrue?A. User A still owns the case, but the case islocated in the queue for UserB .B.  The
customer service manager now ownsthe case.C. User B now ownsthe case.D. The case isnot moved to the queue for User B
until User A approves the move.Answer: DQUESTION 89Y ou need to identify which actions are available in an enhanced service
level agreement (SLA). What are two possible actions that you can identify? Each correct answer presents a complete solution.A.
assigning recordsB. sending emailC. prompt and responseD. on-demand workflowAnswer: ABQUESTION 90Y our company
has a Dynamics CRM organization.The company plans to use the product catalog.Y ou need to identify which component must be
configured before you can implement the product catalog.A. product familiesB. productC. pricelistsD. unit groupsAnswer:
DExplanation; “" == = -
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QUESTION 91Y ou create an entitlement that decreases the total terms when cases are created.Y ou need to identify what will cause
the value of the remaining terms of an entitlement to be incremented or decremented.What are two possible causes that you can
identify? Each correct answer presents a complete solution.A. when a case that is attached to the entitlement isresolvedB.  when
the entitlement is attached to anew contactC. when a case that is attached to the entitlement is deletedD.  when the entitlement is
attached to a new caseAnswer: CDQUESTION 92Y ou have an entitlement that allows 15 cases to be opened by phone. After the 15
cases are opened by phone, you discover that additional cases are being opened by using email, the Internet and Facebook.Y ou need
to ensure that cases can be submitted for the entitlement only by using the phone. What should you do?A. Change the Decrease
Remaining On setting.B.  Add entitlement channelsthat have atotal term of 0.C. Create arouting rule.D.  Set the default
entitlement.Answer: AQUESTION 93Y ou create a new case that is associated to a service level agreement (SLA).Y ou need to
identify what occurs when the caseis placed on hold.What should you identify?A.  An automatic notification is sent to the manager
of the user who placed the case on hold.B.  An automatic notification is sent to the customer who initiated the case.C. Thetime
calculations for the Key Performance Indicators (KPIs) are paused.D. Users are prevented from editing the case record until the On
Hold status changes.Answer: CQUESTION 94Y ou plan to create an entitlement template.Y ou need to identify which types of
records can be associated to the template.What are the possible record types that you can associate to the template? Each correct
answer presents a complete solution.A. contactsB. service level agreement (SLA)C. accountD. productsAnswer:
ABCDQUESTION 95Y ou have two sites.Y ou need to ensure that all of the resources for a scheduling activity are from the same
site What should you use?A. aselectionruleB. aresourcegroupC. aservice level agreement (SLA)D. afield security
profileAnswer: AQUESTION 96Which two statements regarding case routing are true? Each correct answer presents a complete
solution.A. You can add amaximum of five routing rule itemsto arouting rule setB. A workflow is automatically created for
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each routing rule.C. A maximum of three routing rule sets can be active at the sametime.D. Y ou can route or assign a case to a
user, queue, or team.Answer: BDExplanation:

https://docs.mi crosoft.com/en-us/dynami cs365/customer-engagement/customer-servi ce/create-rul es-automatical ly-route-cases
QUESTION 97Which two of the following are valid routing rule actions? Each correct answer presents part of the solution.A.
Cancel CaseB. Send EmailC.  Assignto User/TeamD. Route to QueueAnswer: BCQUESTION 98Y ou have a Microsoft
Dynamics 365 environment.Y ou implement Field Service.Y ou need to set up a service task type.Which three fields, components, or
relationships are available when you create a new service task type? Each correct answer presents a complete solution.A.
DescriptionB. NotesC. Field AgentD. Estimated DurationE. Work Order DurationAnswer: ABDQUESTION 99Y ou need to
change the warehouse location for product inventory. What should you do?A. Create a new Product Relationship record.B.

Create anew Warehouse record.C.  Create anew Inventory Transfer record.D. Create a new Inventory Adjustment
record.Answer: DQUESTION 100Y ou pick a case from a queue.Y ou determine that you cannot resolve the case, and plan to release
the case back to the queue.What effect does rel easing the case to the queue have on record ownership?A.  Ownership remains
unchanged.B. Ownership is assigned based on the current routing rule.C.  Ownership isreverted to the previous owner.D.
Ownership of the record is assigned to the queue owner.Answer: CExplanation:

https://carldesouza.com/picking-rel easing-cases-queues/ QUESTION 101What are the states a knowledge base article can be in?A.
Active. Approved, Draft, Inactive, or ScheduledB. Activeor InactiveC. Approved, Archived, Discarded, Draft. Expired, or
ScheduledD. Approved, Cancelled. Draft Expired. On Hold, or ScheduledAnswer: CExplanation:

Knowledge article lifecycle: Change the s
article

QUESTION 102Y ou create an entitlement for a customer. In the channels section of the entitlements page, you add email and
assign 75 percent of the allocation to email .Which of the following statementsistrue?A. 75 percent of cases created by the
customer must be created by using email. Remaining cases cannot be created until another channel is added to the entitlementB. 25
percent of cases created by the customer must be created by using email. The remaining cases may be created with any other
channel.C. All cases created by the customer must be created by using email.D. 75 percent of cases created by the customer must
be created by using email. The remaining cases may be created with any other channel. Answer: DQUESTION 103Y ou have a
Microsoft Dynamics 365 environment.Y ou implement Field Service.A user named Userl is creating an agreement User1 attempts to
set the agreement booking dates and agreement invoi ce dates but reports that the options are disabled.Y ou need to resolve the issue.
What should you do?A. In System Settings, set the Fiscal Year End.B.  Set the work order duration.C.  Add the Customer
Service Representative role to Userl.D.  Set the agreement status to Active Answer: AQUESTION 104Y ou have a Microsoft
Dynamics 365 environment.Y ou implement Field Service. Y ou need to check the work order instructions in the Field Service mobile
app. Which tab on the work order containsinstructions?A. IncidentsB. OtherC. InfoD. BookingAnswer: AQUESTION 105
Y ou have a Microsoft Dynamics 365 environment and you are using Unified Service Desk (USD) in acall center scenario. Users
must be able to ask their customers questions that will trigger defined follow on actions. Y ou need to provide users with guidance
for their customer interactions. What should you use?A. agent scriptsB.  knowledge managementC. CRM diaogsD. CRM
workflowsAnswer: AQUESTION 106What are two examples of entitlement allotment options? Each correct answer presents a
complete solution.A.  Number of ChannelsB. Number of ProductsC. Number of CasesD. Number of HoursAnswer:
CDQUESTION 107Which three statements regarding V oice of The Customer are true. Each correct answer presents a complete
solution.A. The survey definition is stored in Microsoft Azure. The survey response is temporarily stored in Azure Service Bus
then later retrieved and stored in Microsoft Dynamics 365. Survey responses are deleted from Azure Service Bus after they are
stored in Microsoft Dynamics 365.B.  Collateral, such as themes and images, can be stored as web resources and included in
solutions.C.  Surveys can beincluded in solutions.D.  Each new environment requires the creation of configuration records.E.
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Each survey contains three forms.Answer: BDEQUESTION 108Y ou are a customer service agent in a call center. AH customer
service agents use Unified Service Desk (USD) to respond to calls.Y ou need to respond to two calls from two different customers at
the same time. What should you do?A. Create one session for each customer.B.  Create two sessions and use connections to
create arelationship between them.C.  Create one session and add each customer to a separate section on the form.D.  Create one
session and add each customer to the related customer sub grid.Answer: AQUESTION 109Y ou release an item from a queue.What
isthe outcome?A. The current routing rule isapplied.B. The value from the Worked By field isremoved.C. Therecordis
returned to the originating queue.D. The record is removed from the current queue and placed in the user's persona queue. Answer:

CExplanation: e
The queue item will be removed from the users persanal queue and all other qUee
r~
ananyy Braindinmn@ac oy
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The queue item will be removed from the users persanal queue and returmed to its anginal
queus.

When an agent picks an item from a queue, the item is moved to their personal queue
while they work on it. If the agent is not able to continue to work on the item, they can
release it. When an item is released, it removed from the agents personal queue and
placed in the original queue that the agent picked it from. Source - Working with CQueues
-

h IR T

QUESTION 110Y our organization uses enhanced service level agreements (SLA'S).Y ou need to create aview that displaysthe
SLA failure and succeeded time for data related to a case.Which entity should you use to select the fields?A. SLAB. enhanced
SLA CC. SLA KPI InstanceD. SLA ItemAnswer: CQUESTION 111What are Field Service Agreements?A.  frameworks for
automatically generating work orders and invoicesB. methods to help users verify what the customers are eligible for and create
cases for customersC. methods to allow users to organize, prioritize, and monitor the progress of their workD.  deflations for the
level of service or support that your organization agrees to offer to a customerAnswer: AQUESTION 112Y our organization plans to
use Voice of the Customer to send surveys to select groups of customers. Y ou need to customize branding colors and logos for the
surveys. What should you do?A. Modify Voice of the Customer survey themes.B. Configure system settings.C. Modify
Microsoft Dynamics 365 themes.D.  Update Voice of the Customer piped data. Answer: DQUESTION 113A user named Userl
creates a knowledge base article. No other action has been taken.User! must modify the article.Y ou need to direct Userl to the view
where the article is displayed.To which view should you direct User1?A. Scheduled ArticlesB.  Unapproved ArticlesC. Draft
ArticlesD. Inactive ArticlesAnswer: CQUESTION 114Y ou implement the Unified Service Desk (USD). Y ou plan to implement
actions and replacement parameters. Which three symbols are valid replacement keys? Each correct answer presents a complete
solutionA. B. -C. +D. $E. ~Answer: ACDQUESTION 115Y ou are creating an interactive service hub dashboard.Y ou need
to control the display color for data embedded in the chartWhich two field types should you configure? Each correct answer presents
acomplete solution.A. Floating Point NumberB. Two OptionsC. DecimalD. CurrencyE. Option SetAnswer: BEResources
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